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ABSTRACT 

This document contains validated activities and 
competencies needed by information professionals working in a library 
system supplier organization. The activities and competencies are 
organized according to the functions which information professionals 
working in such organizations perform: research and development; 
marketing; customer support; and organization/management support* 
Within each function, competencies ar^i grouped under the categories 
of Knowledge, Skills, and Attitudes, and three professional levels 
ire dealt with: entry level (0-3 years experience), mid-level (4-9 
years experience), and senior level (10 or more yr rs experience). 
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BOCDOCnON 



"Oiis docunent ccntains validated activities and conpetencies needed 
by information professionals working in a library system supplier 
organization. T!tie following operational definition of oonpetency tras 
developed: 



A cqpetary is a generic imavlfidge, ckill oc attitude of a person 
that is causally related to effective bdiavior as deBonctrated 
throng eitenial perfooanoe criteciaf vhere: 



• Kkwtfledge is having infoanticn afaoutf knowingf mderstandiagt 
being aogmlnteil witfa* being anre of* having eqperienoe of* or 
being fn^iliar with soMthingf soaeonef or how to do scnething. 

• Skill is the ability to use one's knovledge effectively. 

. • Attitude is a aental or enoticnal appcaaidb to soHetfaing* or 



We have identified several types of knowledge that are necessary to 
perform infornation woric satisfactorily as follows: 



• B peic knowledge in such areas as lemguiger communication r 
arithmetic operationsr etc. 

• Sut2ia±_imovled9e of primary sii)ject fields of users served 
such as mediciner dienistry, law* etc. 

• T.ihrary a nd infnrnuit- iftn work envi rnnniffnt- « sUCh aS the 

information coninunityr its participants and their social r 
economic and technical interrelationships, etc. 

• Knowipdgp o f work ift done such as the activities required 
to nrcvide services and produce products, etc. 

• gnrulaHge o f «-he organimt^inn or iiRPr nnrnitmliiv served SUCh aS 

the mission, goals, and objectives of the user or the 
organization, user's information needs rnd requirements, etc. 
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There appear to be three kinds of dcills necessary to perform 
information work satisfactorily including: 

• Bafiig flic ii lis such as Cognitive, conminicaticiif analytical, etc. 

• skiiig rpi^i^ed flftch lyigific actlvit^y being performed such 
as negotiation of reference questions, evaluation of search 
outputs, etc. 

• ohhpr fikiiis such as managing time effecti/ely, budgeting and 
making projections, etc. 

Attitudes of information professionals are found to be extremely 
in^rtant to work performance. He have found it useful to subdivide 
attitudes into: 

• Digpoeit^imai jiM-<fiiA>p toward one's profession, the organiza- 
tion served, one's work organization, and other people such as 
users and co-wrkers. 

• p^rsfinalit -y i^rait-fi/oualit-igf; such as confidence, inquisitive- 
ness, sense of ethics, flexibility, etc. 

• Af^t^ititAs ml^t^rf fn jnbAiork/ftrganiMt'icn such aS willingness 

to accept responsibility, willingness to learn, desire to groi^, 
etc. 

The activities and competencies are organized according to the 
functions which information professionals perform, and by professional 
level as displayed in Figure 1. The competencies are cumulative across 
professional level, i.e., competencies of mid-level professionals include 
entries shown at the mid-level as well as those at the entry level, etc. 

It is ^"vportant to understand the distinction between functions 
performed and positions or job titles. Our rationale bdiind the functional 
approach was that we were more concerned with what information professiai- 
als do than with inAuit they are called. In a sing le-iper eon library, 
therefore, the information professional will undoubtedly perform more than 
a single function. In using and interpreting the ccni>etency data in this 
document, it is ijiportant to consider the functions being performed by 
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professionals and the activities being performed to determine which 
coopetencies are appropriate. The functions identified for informatioi 
professionals working in library systan siq^^lier organizations are: 



• research and development 

• marketing 

• customer si^pport 

• organizationAanagem^t support. 

Ihree professional levels were defined as follows: 

• entry level to 3 years of professional es^rience) 

• mid level (4-9 years of professional e^riax:e) 

e saiior level (10 or more years of professional e3qperi&v:e) • 

The activities performed are listed first and nunbered sequen- 
tially. The actual assignment of individual activities t« subcategories of 
the major activities and to tiie functions varies from one worksetting to 
another. Ihe organization of activities that we developed provided us with 
the "best fit" case. Indented and unnimbered activities are essentially 
paraprofessional activities %diich, in anall organizations, may be performed 
by professionals. 
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MXLVITIES 



RESEMKB AND DEVELGPNEMT 



WFPS LEVEL 



RtD Team Activities 

1. Attend and participate in R&D team meetings 

2. Work as part of the team to identify the cqpecific data to be assembled 
and analyzed to develop systems, eystem modules anc|/or system modifi- 
cations/enhancements to Bvppott autonation of library activities 

3. Work with mid lerel staff in preparing detailed plans for the assigied 
R&D activities; revise plans as required, following reriew of the R&D 
team leader 

4. AssistArork with consultants, as assisted 

5. During the systems analysis and developnent phase, make reoamtendeitions 
to tiie team leader regarding plans and activities, as t^ropriate 

6. Notify the team leader of any problems encountered in working on an R&D 
project 

7. Keep a detailed record of costs incurred and time sgent on each R&D 
project 

8. Draft portions of monthly project status reports, as tissicpied 
Systems Analysis and Deyeloianent 

9. Perform systems analyses of assigned library activities based on 
personal knowledge of these activities and on ii^ut from consultants 
anc|/or preK±icing librarians 

10. Flowchart and docunent the preliminary analysis of the assigied library 
activities, including identification of system requirements and 
functional specifications 

11. Assist mid level staff in preparing draft desigi specifications for the 
proposed system 

12. Assist mid level staff in prqaring draft record formats for various 
files in the proposed system 

13. Assist mid level staff in preparing draft epecifications for system 
outputs 
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ACELViTlES 



RESEMKI] AND DEVEXiOPMEKT WHCl LEVEL 



Sygtans analyals and Dfvelopncnt fomt'dl 

14. Fbllowing review of the eystenos analysis and preliminary desiga by the 
R&D team leaderr selected consultants and other senior staff of the 
organizaticnr assist mid level staff in prq^rini^ the detailed systen 
qpecificaticns 

15. Assist mid level staff in working with In-house/contract progrmners 
vAk) will write the progresns to build the {prototype system, modify the 
prototype systen and later enhance the marketed systen 

16. Assist mid level staff in testing the prototype system and any future 
system modif icatione/ehhancements 

17. Assist mid level staff in providing assistance to and detaining 
feedback from librarians at selected test sites 

18. Assist mid level staff in prqparing specifications for modific^ticns to 
the prototype systen anct^or for ehhanoenents to the marketed systen 

19. Assist mid level staff in preparing detailed design flpecifications for 
customized versions of the system for specified clients 

20. Participate in briefing management and appropriate organizatiaial staff 
of the n^AK>dif ied systen/eystem modules and on enhancements to the 
system/system modules 

21. Participate in training marketing and customer si^aport staff in the 
operation of the new/^nodif iecl/ehhanced systen/systen modules 

22. Assist mid level staff in reviewing docunentatlon for system users as 
prepared by customer siqpport staff 

23. Suggest weys in irttich new technologies may be integrated with the 
s/stei/eystem modules 



RESEARCH AND DEV^ELOPMEMT MID LEVEL 

R&D Team Actlvttlefl 

24. Conduct meetings of sub-groups of the R6D team 

25. Develop and revise, as required, detailed R&D plans 

O 2 
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RESEffiCB Mr DEVELCFMQir 



MID LEVEL 



RtD Item JWA lvltles (cont'd^ 

26. Develop a detailed schedule for each R&D project 

27. Fbllowlng review and aoprovalAiodiflcatlon of tho schedule fay the R&D 
team leader, track the progress cf s/stons research and development 
activities and notify t^ie teen leader of any actual or potential delays 

28. Arrange for and coordinate the R&D related activities of contractors 
and other organizational units «Aich provide support services (system 
and application prograniners, hardware suppliers, teleccnmunications 
experts, network consultants, library consultants, etc.) 

29. Review and verify supplier billing/charging infonnatlon 

30. Ocu^ile monthly costs incurred for development work on eadt R&D project 
and oon^re with the budgieted costs; prepare draft monthly reports of 
expenditures of reaouroes 

31. Siqpervise the production of and edit all docunentatior ueveloped in 
support of each R&D {project 

32. Function aa assistant to the R&D team leader on leurge-scale, conplex 
projects? resolve minor problems and refer major problems to the team 
leader 

33. Function as team leader for smaller, less i.anplex R&D projects 
Svstemg AialvBla and DevalopHent 

34. Review the eystens analyses and docjmentati'^n of assigned library 
acti'rities as pr^red by entry level staff 

35. Contact consultants and/ot practicing librarians to resolve any 
questions raised by review of the systems analyses and identification 
of system requirements and fwctional specifications 

36. Ooordf >te and participate in the preparation of draft eyatem design 
specifications, draft record formats, and draft speci)!ications for 
system outputs 

37. Coor<::dkiate and participate in the preparation of detailed system 
specifications, following review of the system analyses ar'"^ ;cdLiminary 
desicps by the R&D team leader, selected consultants and other senior 
staff of the organization 



MID LEVEL 



Sygtems Analyg^B Degelopnent foont'd^ 

38. Develqp proceduree for and coordinate all Eyston testing 

39. Coordinate and participate in preparing specifications for system 
modifioatLons/i^efinenentSr enhancements and custoroizations 

40. Mork with the S&D teani leader to outline requirements for briefing 
management and appropriate organizational staff on the neH/modifiecl/ 
etdianced systen/eysten modules 

41' Coordinate and participate in training marketing and customer su^iport 
staff in tne operation of the new/niodifie<Venhanced systen/eystem 



42. Function as RfcD team leader for specific R&D 6&reLogaeat projects 

43. Keep abreast of industry-wide standards for online databases 

44. Anticipate long-range automation needs of libraries in developing and 
configuring systens 

45. Identi'^j the basic data and . required to properly examine each 
libraiy activity selected * ^ ditlal automation 

46. Manage the in-house coordination of all activities related to analysis 
and devdopmnt of automted sy&tems for libraries 

47. Manage the ooordir-tion of all external support required fo: analysis 
and development ( automated systems for libraries 

48. Review and ac^rove/toodify the detailed R&D plans and schedule as 
developed by junior staff 

49. C3onduct R&D team meetings and maintain effective coranunication with the 
team and its indJvichial members 

50. Organize the R&D team by developing lines of author ityr responsibility 
and accountability 



modules 



RESEARCH AND DEVOiCPHEMr 



SENIOR LEVEL 
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MSlVlTilS 



RESEMtCB AND DEVELOneiT 



SQUOR LEVEL 



51. Review with the R&D team the goals, objectives, policies and procedures 
related to eadi R&D project 

52. Lead, motivate and supervise the R&D team 

53. Anticipate, minimize and manage conflict i^ldi may arise among team 
members 

54. Act as a decision-maker and problem-solver among team members, as 
required 

55. Ajsigi specific tasks to consultants si^porting R&D projects 

56. Plan and conduct meetings of systems analysis and develppnent adfisoty 
groups 

57. Assimilate information obtained from advisors %d from the team n 
order to further direct R&D efforts 

58. Monitor and measure the progress of R&D projects by reviei^lng staff 
reports on the sched'ole, costs and resources 

59. Evaluate the performance of team members In completing their respective 
assi^ments 

60. Identify prc^ems/discrepancies In analysis and developnent of eystems 
for libraries; take corrective action 

61. Assess the value of alternative systen designs, configurations and 
ref ineLientSf perform cost-benefit analyses to evaluate the alternatives 

62. Deteimine system developnent priorities; identify the eystero modules 
and features i«hich will be implemented first to meet the most important 
requirenents in the marketplace 

63. Ehsure thnt system developnents are compatible with other library tools 
and services (e.g., CCLC) 

64. Review and ai^rove/modify all aspects of the new/reflne<Venhanced 
systeii. before it is reviewed by management and otiier staff of the 
organization 

65. Coordinate and manage ar^ required modifications to the systan prior to 
releasing it for sale 

66. Obtain copyright for the software 
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ACTIVITIBB 



RESEMKS AMD Tsemjoemrr swiOR level 



€7. Work with managorait and Tnarketing staff to price the cysten 

68. Assist marketing staffs as requiredr in configuring the s^sten in 
recqponse to ^)ecif ic bid scdicltations 

69. Obtain feedback from marketing and customer si^port staff on ways in 
which clients and staff recanxiGnd that ihe system could be refine^ 
enhanced 

70. Ehcourage brainstorming ty R&D staff and others to identify additional 
products/enhancements which may be generated frcro R&D project-related 
activities 
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ROUXZ 



RESEARCB AND DEVELOPMEMT 



Wna LEVEL 



knowledge related to literacy, numeracy, ccnnunications, etc. 
subject knoirledffc 

knowledge of the primary subject field of clients served (i.e., 
librarianship) 

knowledge in greater depth in specific subjects (e.g., systons analysis 

and desiopi, conputer progrenming, accounting, etc.) 
knowledge of forei9i languages 

Information Science Khayledoe (Generic) 

knowledge of definition, structure, and formats of Information 
knowledge of alternative approadies to the organization of information 
knowledge of alternative approaches to retrieval of Information 
knowledge of alternative approadbes to information management 
knowledge of available and emerging information tednologies and their 
aqpplications 

knowledge of completed and ongoing research in the field and its 

applicabili^ to practice 
knowledge of career (^aportunities knowledge of how to learn on an 

ongoing basis 

KhwleA^ ^Yt^Ait infftriMtlcan uork envlromentfi 

knowledge of the expanding information conromity, its participants and 
their interrelationdiips (social, eoononic, technical, etc.) 

knowledge of the variety of work settings and their organizational 
8tru<:tures 

knowledge of the functions performed within the various work settings 

and ti;e services and products offered 
knowledge of the users of the services and products, their characterise 

tics and information habits 
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RESEARCH AND DEVQiU 



r 



BUKsr LEVEL 



moiledae of what work Is done 

knowledge of the functions related to reeeardi, and development of 

automated library systems, the range of services and products 

offered (both actual and potential) 
knowledge of the goals and objectives of each project 
knowledge of librarians* autcnatlon needs and requirements 
knowledge of the activities that are required to si^pport research and 

develc^ent, offer the services and produce the products 
knowledge of the various resources that are necessary to sqpport the 

activities 

knowledge of systems research, analysis and desigi tools 
know.^ "^ge of systems research, analysis and design methods and 
techniques 

knowledge of various computer and teleccninunlcatlons technologies, 
database and retrieval system structures, and basic progranning 
vocabularies 

knowledge of project management tools 

knowledge of project managanent methods and techniques 

knowledge of job responsibilities 

knowledge of performance esqpected and how it can be measured 
Khwledge of htt# to do work 

knowledge of how to perform the various activities 

knowledge of how to use the eystems research, analysis and desi^i tools 

knowledge of how to sggly the systems researdi, anedysis and design 

methods and tedmiques 
knowledge of how to Bpgly the project management to61s 
knowledge cf « ow to apply the project managanent methods and techniques 
knowledge kj£ public rations techniques 

Khotfledqe of the organization and specific %iork unit 

knowledge of the mission, goals and objectives of the organization 
knowledge of the structure of the organization and the role of the 

section within the organization 
knowledge of the various projects and key personnel within the oi*gani- 

zatlon 

knowledge of the policies and procedures relevant to the section 
operaticns 

knowledge of the various resources available within the organizaticm 

(e.g. personnel, equipmnt, etc.) 
knowledge of the systems-related information needs of other sections 

within the organization 
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RESEARCB AND DEVELOPHEllT MXT LEVEL 



greater depths of taiwledge specified above 

knowledge of the operations of other sections in the organization and 

how thQ" relate to researdi and develq^ment 
knowledge of available vendor-^qpplied eysteniSr services and products 

to 8t¥port research and development and project management 
knowledge of the contracting processr both in general and within the 

organization 

knowledge of evaluation methods and techniques to evaluate sysienSf 
services and products 



RESEARCH AND DB^ELOFHENT SQCOR LEVEL 



greater depths of knowledge specified above 

knowledge of the costs associated with resources Outer ials, personnel, 
^ace, etc.) 

knowledge of cost analysis and interpretation methods 
knowledge of pricing methods 
knowledge of the value assesanent methods 
knowledge of methods of resource allocation 

state-of-^enart knowledge of research and practice in techniques for 

researd) and developnent of automated systems 
state-of-^e-art knowleidge of researdti and practice in project inanage- 

ment tedmlques 
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SKILLS 



RESEMKB AND DEVOiCPMElir 



WSa LEVEL 



literacy, nunerac^, oocpiitive, anedytical, ocnmunlcaticns, etc. 



Skills Related to Specific Activities 
Ability to: 
perform sosii activity 

use oaqputer and tdeoonmunioaticnb equipnent/eystens with ease 
perceive the potential application of new technologies to library 
activities 

discern the real situation facing librarians and technicians in the 

perfoonanoe of various library activities 
use a logical approach to problcE analysis and problcnt solvli^^- 
establish ri^iport with colleagues and interviewees 
ocmnunicate well by written, verbal and non-verbal means 
conduct an Interview in person or by phone 
elicit required data 
listen carefully 
think and argue logically 

use systems analysis techniques for collecting, analyzing emd 

interpreting data 
discern questionable data and verify or reject them 
make decisions and reocninendations based on available infoimation 
work independently and in grocqps 
develop criteria for evaluation 
make effective, timely, and well>inf ormed decisions 
isolate and define problems and develop the necessary criteria and 

action for their solution 
manage tine effectively 
work under pressure of strict deadlines 
endure the stress of irregular work hours during rush periods 
stay organized while working on several projects at the satca time 
extract data an4/or teciAlques which ate not environnent-^)ecific to 

one project and use the data snS/oi techniques to sqpport related 

projects 
supervise staff 
train organizational staff 
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SKIII£ 



RESEAROl AND DEVELOPMENT 



MID LEVEL 



flcillQ Relai^ed to E^di Specific Activity 

Skills listed above are developed to a greater extent 

idaitify and define gaps in data 
resolve ocxiflicting data 

develop criteria to evaluate oonpeting systems dnsigns 

cormunicate with programnJng st T and other support/contract staff on 

a technical le;el 
arbitrate and negotiate with cc «:ractors 
conduct meetings with individuals and groups 



RESEARCB AM) DEVELQPtlENr SWLOK LEVEL 



Skills listed above are developed to a greater extent 

devel(^ realistic research and develc^ent project plans and cost 

estimates for each systen module 
identify the basic data and analyses required to properly examine each 

library activity to be analyzed 
assemble i^roprlate staff and consultants for each R&D team 
anticipate long-*range needs of the organization and the effect of these 

needs on each R&D team and other organizational resources 
plan and schedule activities effectively 
lead and motivate the individual members of each R&D team 
desicp systems and procedures to improve operations of each R&D team, 

of the organization, and for actual and potential clients 
use feedback to suggest modifications to system modules 
apply methods of measurement and evaluation 
budget and make projections 

optimize the use of organizational and project team resources 
anticipate long-range automation needs of lilxaries 
make recommendations to clients with confidence 

present salient features of R&D reports to organizational staff '4io may 

or may not be tedmically knowledgeable 
justify reconnendations, methodologies, etc. 
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MTITDDGS 

RESEAROI PiSD DEVELOPrnMT 






Dispositional Attitudes 






Attitudes Toward Institutions 






Ite8pec± for profession 

Respect for the section 

Respect for the parent organization 






Attitudes Toward Other People 












Respect users 

Like people in general 

Like to help people 

Like to meet people 

Like to make others ^eel comfortable 

Sensitive to others needs 






Tcward Others in the Workplace 






Respect co-workers 

Like to work with others/as a team 

Like to work on own 

Willingness to draw i:pcn and share knowledge and e^riaice with 

others 
Supportive of oo-^rxers 
Enjoy managing/supervising others 






Personal Dualities 






Alertness 

Assertiveness 

Gonpassion/Kindiess 

Oonfidence 

Cheerfulness 

Dependability 

Detenninati<»i/^acit^ 

Diplomacy 

Bnoticnal stability 
Fsiimess 

Flexibility/Versatility 
Imaginatim 
Inquisitiveness 
I^der^ip ability 
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RESEABOI AND DEVELOPMENP 



Personal Qualities fcont<d^ 
Neatness 

Need for achievement 

Objectivity 

Open-mindediess 

Optimisnv^sitive attitude 

Organization 

Patience 

Physical endurance 
Resourceful 
Sensitive/Ehoughtful 
Sense of hunor 
S^se of ethics 
Tolerance 

Attitudes Related to JobAJork/Organization 
Individual should denonstrate: 

Willingness to tak^accept responsibility 
Willingness to take initiative 

Willingness to respond to authority, eqpply and follow policy 
Realization that there no single "ric^t" way to achieve the goals of 

the section/organization 
Desire to leam/tiy 
Willingiess to fail 
Willingiess to ask questions 
Desire to work to best of ability 
Responsiveness to time constraints 
Accuracy 

Willingiess to get hands dirty 
Attention to detail 
Will^jigiess to do clerical tasks 
Desire to follow-throu^ 
Service orientation 
Organizational identic 

Willingiess to promote parent organization and its services 

View of parent organization as part of a larger information enviroiment 

Ability to see broad picture 

Ability to sacrifice short-term gains for long-term goals 

Political sense 

Curiosity 

Variety of interests 
Desire to grow personally 
Desire to grow prof essicnedly 

Desire to remain current in specific and general subject field 
Positive attitude toward job 
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JOlViTUB 



WTSS LEVEL 



1. Attend and participate in brainstorming seosions to identify potential 
marketing strategies and ideas 

2. Assist mid level staff in preparing draft copy for brochures to 
advertise the products, services, and publications prcvidecl/pi^oduced by 
the organJi^tion 

3. Identify professional organizations ^ihose manbership lists should be 
obtained for marketing purposes 

4. Contact deslgiated sources to obtain information on the requirements 
for acquiring copies of their mailing lists for marketing purposes 

5. Coordinate mailing marketing literature to potential clients 

6. Assist mid level staff in preparing draft copy for press releases on 
the organization's products, activities, perscnnd and ptblications 

7. Coordinate mailing press releases to the news editors of desi^iated 
journals, nemletters, etc. 

8. Assist mid level staff in developing the standard "boiler plate" 
sections of proposals/bid specif icaticms which detail corporate 
esqperience, product developnent, services, resources, facilities, etc. 

9. Reccnmend topics for inclusion in the organization's newsletter 

10. Prepare prdlminary cqpy for the organization's newsletter as assigned 
by mid level staff 

11. Reconinend attention-<fettlng theoies for paid advertisements 

12. Assist mid level staff in preparing draft cofy for paid advertisements 

13. Proofread gall^s of marketing dociments as asslgied 

14. Prepare a list of products and publications produced by the 
organization for inclusion In marketing literature and for dlstrlbutim 
at esdiibits 

15. Assist mid level staff in developing a plan for the organization's 
esdiibit at professional meetings ano omferences 

16. Staff the organization's esdiibit during assigied time periods 
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MXLViTlBS 



MARKETING 



EKIRY LEVEL 



n. Unswer esdilblt vla^rs' guesticns about the products and the services 
of the organization; refer appreciate questions to hl^er level staff 
for response 

18. Attend local, national, and international professional meetings and 
conferences to maintain the visibility of the organization, to discover 
areas of Interest to potential cllmts, to maintain professl'^l 
contacts, and to gain up--to-<Uite Information on developments, 
tedmologles, systems, services, experts, oonsultmts, competitors, 
cftc. in the information field 

19. Peirtlclpate in conmlttee work for professional organizations in the 
information field 

20. Contact potential clients to arrange meetings/system demonstrations 

21. Attend and participate in meetings V7lth potential clients, as indicated 
by senior staff, to sell them the features and benefits of the systen 

22. Contact actual and potential clW.ts to obtain feedback on their 
responses to the organization's 9u.d/ot ccmpetitors' pcoductfi/servlces 

23. lt>deite account files (call reports, sales call reports, correspondence, 
etc.) as appropriate/as directed 

24. Prepare \ifeekly esqpense reports and sales forecasts 

25. Attend and participate in seminars, workshops, presentations, etc. 
which describe the organization and its ptoducts/servloes 

26. Keep abreast of activities of competing con(anle6 and of the market 
conditions for automated library systems; prepare smmary reports for 
ln^K)cse distribution 

27. Participate in preparing proposal/bid {specifications by drafting the 
cost dieet for tifie s^em as omfigured by senior staff 

28. Informally educate other orgsjiizational staff about libraries, how th^ 
do business and what their needs are 

29. Prepare a detailed outline of information to be presented in paid 
advertisonents, brochures, esdiibits, etc. to advertise the products, 
services, and publications providecl/produced by the organization 

30. Prepare draft copy for advertisements, brochures, esdilbits, etc.; 
review and approve>%)dlfy any copy prqpared by entry level staff 
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ACTIVITIES 



MARKETINS 



HID LEVOi 



31. Preset the diraft oofy with pcd-lminary ideas for artwork to senior 
staff for cariew 

32. Arrange fr^r and coordinate the jqpport ^i^vities of photograpbersr 
graphic designers/artists and other media production stafi^oontractors 
in puLsnni^g the lag^out and illy .trations for paid adtrertisenents, and 
brochures* anS/oi media productions for ejdiibits, etc. 

33. Arrange for the purchase of adirertlsing ipice in appropriate journals, 
etc. 

34. Coordinate and participate in the writing and layout of the 
organization's newsletter at specified intervals 

35. Coordinate the ^oof reading of the galleys ty staff 

36. Present the galleys to senior staff for review 

37. Arrange for and coordinate th^ printing of marketing materials 

38. Coordinate and participate in drafting press releases on the 
organization's products, activities, personnel and publications 

39. Prepare a draft listing of news editors who should receive the 
organization's press rel&r*-3 

40. iferic with librarians to hdp them find the best solution to their 
automation needs for the funds available} suggest leasc/purchase 
arrangements amVor implementation in stages, if necessary 

41. Assist librarians in preparing tiieir system requirements prior to 
soliciting bids 

42. Coordinate and participate in the writing of the standard "boiler 
plate" sections of proposals which detail corporate e^rience, 
resources, facilities, etc. 

43. Work with senior staff to prepare the appropriate text and pricing for 
proposale/bid qpecifioBtions within epecif led deadlines 

44. vibrk with Beni<x staff to respond in writing to questions about the 
proposals/bid qpecif ioations 

45. Together with customer sifport staff, week out terms and conditions of 
contracts between various libraries and the organization 

46. Flan and make arrangements for diqplay of the organization's e:d)ibit at 
apEHcopriate professional meetings and conferences 
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MXlVlTilB 



VfmJSnsiG MID LEVEL 



47. Develop a draft plan for staffing the esdiibits 

48. Respond to the more difficult gueBtlcns posed fcy e^diiblt viewers as 
referred by entry level staff 

49. Prepare detailed plans and coordimte all arrangements for presentation 
of seminars, workahopsr lecturesr etc. %Aich describe the organization 
and its productE/servioes 

50. itork with research and devdopnent staff and customer sifiport staff to 
define nei0Bodif led products and services which nanagaient has approved 
for developnent/ inplementation 



MARKETING SENIOR LEVEL 



51. Work with managanent of the organization to identify the purpose and 
objectives of the organization's marketing program 

52. Conduct brainstorming sessions with junior staff to identic potential 
marketing strategies and ideas. 

53. Develop a marketing plan and establish a budget for each of the 
organization's products, cervices, etc. 

54. Prepare a basic outline of information to be presented in each 
marketing tool 

55. Review and approv^/inodify all marketing materials before production 

56. Review and approve/modify all distribution plans for marketing 
materials as developed ty junior staff 

57. Outline information to be gathered, tabulated, and analyzed by etaff/ 
contractors in order to measure the effecti^ieness of the organization's 
various marketing strategies and to obtain ftedbeck from clients and 
users of servioM/products on their degree of satisfaction with the 
organization' 3 servioee/products 

58. Aialyze results of findings of market research; reoomnend to managanent 
appropriate c^ges in marketing strategies and in products/services to 
clients 
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MffiKETING MID 



47. Develop a draft plan for staffing the esdiiblts 

48. Respond to the nore difficult questions posed fcy eidiibit viewers as 
referred ty entry level staff 

49. Prepare detailed plans and coordinate all arrangements for presentation 
of seminars, workahopsr lectures, etc. tAiich describe the organization 
and its prochctfl/servioes 

50. Mork with research and developnent staff and custoner suiiport staff to 
define new/taiodif led products and services lAiidi management has iqpproved 
for developnent/ inplementation 



MARKETINS SBIIOR LEVEL 



51. Nbrk with management of the organization to identify the purpose and 
objectives of the organization's marketing program 

52. Conduct brainstoimlng sessions with junior staff to identify potential 
marketing strategies and ideas. 

53. Develf^' a marketing plan and establish a budget for each of the 
organi../ition's products, services, etc. 

54. Prepare a basic outline of information to be presented in each 
marketing tool 

55. Review and approvei/teodify all marketing materials before production 

56. Review and approve/modify all distribution plans for marketing 
materials as developed by jinior staff 

57. Outline Infoonation to be gathered, tabulated, and analyzed by staf^ 
contractors in order to measure the effectiveness of the organization's 
various marketing strategies and to Obtain feedback from clients and 
users of servloeivlptoducts on their degree of satisfaction with the 
organization's servicea/pcoducts 

58. itnalyze results of findijigs of market research; reoomnend to management 
appropriate changes in marketing strategies and in pcoductq/MCvioes to 
clients 

59. Review and analyze market oonditions and trends In library autanation 
and forecast the volune of dmand for its products/services that the 
organization can expect over a definite period in the future 

18 
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AUFIVITIES 



MARKETING 



€0. Reoonnencl to management areas in vihidb the organization should esqpand 
its esqpertlse, servicesr products, etc. in order to potentially 



61. Represent the organization at p'^ofessional meetings, conferences, etc. 

62. Maintain close liaison with potential clients \Aio would require large/ 
special system configurations 

63. Arrange for and conduct meetings (formal and infcnanal) with potential 
clients in order to es^ore possibilities for future service/si^port 

64. Prepare the basic plan for and conduct seminars, workshops, lectures, 
etc. \iddti describe the organization and its pcoduct^services; assign 
junior staff to participate as a^ropciate 

65. Obtain and review requests for proposals an^^or bid solictation docu- 
mentation for automated library fiysteotis 

66. Identify the RFPs/bid sdiciations to which the organization will 
respond 

67. Together with mid level staff, prepare proposals/bid specifications and 
respond in writing to any questions about the proposals/bids; obtain 
assistance from R&D staff as required 

68. Ooordinate the turn-over of responsibility to the customer sqpport 
section for installation and iixi>lemer^.ation of the system at eadi 
contracted site 



generate more business activity 
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KMOWOGS 



MMKETING 



Banlfi Knnwlwlflf 

knowledge related to literacy* nuneracy* ocnrnunioationsy etc. 

knowledge of the primary subject field of clients served (i.ec* 
librarianship) 

knowledge in greater depth in specific subjects (e.g.» marketing, 

business adninistration» etc.) 
knowledge of foreigi languages 

informatlan firi«i<v> KnnaAaAjt^ (Generic) 

knowledge of def lnition» structure* and formats of information 
knowledge of alternative i^iproacfaes to the organization of information 
knowledge of alternative approaches to retri«ral of information 
knowledge of alternative approadies to Information management 
knowledge of available and emerging infonnation techiologies and their 
aqpplications 

knowledge of completed and ongoing research in the field and its 

applicability to practice 
knowledge of career cspportunities 
knowledge of how to learn on an ongoing basis 

knowledge of the ej^anding information oconuni^f its participants and 
their interrelation8bii» (80cial» eoonanic» tecfanicalf etc.) 

knowledge of the variety of work settings and their organizational 
structures 

knowledge o£ the functions performed within the various work settings 

and the services and products offered 
knowledge of the users oi the services and products, their duuracteris- 

tics and information habits 
knowledge of the recpiirenents and dsmands of the marice^lace for the 

services and products provided by the organization and similar 

organizations 

knowledge of the benefits experienced by clients nibo have used the 

services/products produced by tiie organizations 
knowledge of the benefits M^rienoed by users of the servioesi/^roducts 

of competing organizations 
knowledge of the satisfaction Im^B experienced by users of the 

organization's servioM/products 
knowledge of satisfaction IwAb eiqpericnoed by users of the seivices/ 

products of competing organizations 
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NAFKETING ENIFY LEVEL 



Khttfledae of what work Is done 

kncwledge of the marketing functions^ the range of services and 

pror\ict8 offered (both actual and potential) 
knowledge of the activities that are required to offer the services and 

produce the products 
knowledge of the various resources that are necessary to support the 

activities 
knowledge of marketing tools 

knowledge of marketing methods and techniques, including selling 

methods and tedmiques 
knowledge of puUic relations methods and tedniques 
knowledge of business mrthods and techniques 
knowledge of basic costing methods and techniques 
knowledge of job responsibilities 

knowledge of perf onnance expected and how it can be measured 
Khotfledqe of how <-o do wor» 

knowledge of how to perform the various activities 
knowledge of how to use the marketing tools 
knowledge of how to iqpply the marketing methods and techniques 
knowledge of how to use basic costing methods and techniques to develop 
bid specifications 

KhOtfledoe of the orffanlzation and gpecific work unit 

knowledge of the mission, goals and objectives of the organization 
knowledge of the structure of the organization and the role of the 

section within the organization 
knowledge of the various projects tmd key personnel within the 

organization 

knowledge of the policies and procedures relaxant to section operations 
knowledge of the various resources available within the organization 

(e.g. personnel, equipment, etc.) 
knowledge of specific and generic services and {»:oducts {produced by the 

organization 
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HID LEVEL 



greater depths of kncwledge Bpecified above 

knowledge of the operatiais of other sections in the organization and 

hoiir th€y relate to marketing 
knoi^ledgie of available vendor-«i¥plie(i aystansr aenrioes and products 

to liqpport marketing 
knowledge methods and techniques for preparation of bid Q^ifications 
knowledge of the appcofMciate media sources and services to utilize to 

support the organization's marketing program 
knowledge of the contracting prooessr both in general and within the 

organization 

knowledge of evaluation methods and techniques to evaluate aysteonsr 
services and products 



greater depths of knowledge specified above 

knowledge of statistical description, analysisr interpretation and 
presentation 

knowledge of the costs associated with resources (mater ialsr personnel, 
space, etc.) 

knowledge of cost analysis and interpretation methods 
knowledge of methods of resource allocation 

state-of-^e-art knowledge of research and practice in marketing 
techniques 
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MBKEIING BUSY LEVEL 



llteracyr nvineracyr oogiltlver analytical, ocnnunicatlonsr etx;. 
Arm a p^iated to qpeelflc Actlvltlgfi 
Ability tot 
perf onn jBBfib activi^ 

use/interface with uaers of microoonqputer, ocnqputerr teleoGnmunications 

and other new tqiaipBrnt/tedtnolo^ea 
perceive the aervioe/jpcoduct naede a£ potoncial clients with regard to 

the services and pcodicts oCfored the organization 
estahLiflh tappact with colleaguesr clients (actual and potential) , and 

appco^iate nedia peisonnd 
commnicate well by writtenr verbal and non-^rbal mavis 
sell the organization and its products/services 
denxnstrate business seise 
listen carefully 
think and argue logically 
think q-wickly in response to questions 
project a wimdng attitude 
oollectr analyze and interccet data 

wake decisions and reoor nidations based on available Inf onnation 

work indqcndently and in gcoif« 

develqp criteria for evaluation of seiivioefl/products 

make ef fectiver tindyr and wdl-inf ormed decisions 

d.icit feedback from actual and potential clients on their responses to 

the organization's and oanpetitors' services/)pcoducts 
isolate and define prohleos and develop the necessary criteria and 

action for their solution 
identify alternative solutions 
manage tine effectively 
work under pressure of strict deadlines 

stay organized «^ile working on several projects at the aaroe tine 
endure the stress of traveluig and irregular work hoursr when necessary 
educate other sections in the organization about libraries 
si^ervise staff 
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MABKETIMG MID LEVa< 



flclllfl RAAteA to BiA Spaclflg Activity 

Skills listed above are developed to a greater extent 
Ability tot 

ocnmunicate with research and development staff and media production 

staf l^oontractors on a technical level 
arbitrate and negotiate with contractors and with new/potential 

clients' rqpLesentatives 
conduct meetings with individuals and groups 



NABKETING SENIOR LEVEL 



Skills listed above are devel<^)ed to a greater extent 
Ability to: 

develop marketing plans and strategies that produce an increase In 

business for the organization 
anticipate future needs in the marke^laoe 
elicit creative ideas frcn marketing staff 

anticipate long-range needs of the section and the orgmization 
design aystems and procedures to Inpcove operations of the section and 

of the organization 
apply methods of measuranent and evaluation 
budget and make projections 

optLnize the use of organizational and section resources 
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MARKETING 



DlsDCiflltlQnal Afctilfciides 

Attifcudeg Ttaward Tnatili^ufclons 

Bespect for profession 

^B^ect for th3 section 

Respect for the parent organization 

Attltucbfr Toward Other Pffl pje 

Ttaward neers 

Seqpect users 

Like people In general 

Like to help people 

Like to meet people 

Like to make others feel oorofortable 

Sensitive to others* needs 

Tward Others In the Workplace 

Respect oo-wrkers 

Like to work with othere/as a team 

Like to work on own 

Willingness to draw upon and share knowledge and e)perlence with 

others 
Supportive o£ co-^rkers 
Bijoy managing/supervising others 

Personal Oualltles 

Alertness 

Assertlveness 

Ocxipasslon/lClndiess 

Oonfldenoe 

Cheerfulness 

Dependability 

Determlnatlofx/teiaclty 

Diplomacy 

Bnotlonal stabUlty 
Ffeilmess 

FlexabUity/WersatUlty 
Imagination 
Inqulsltlveness 
Leadership ability 
Neatness 

Need for achievement 
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MARKETING 



Personal Qualltl^ foont'd) 

Objectivity 

Open-mlndechess 

Optimia^/lPositive attitude 

Organization 

Patience 

Ihysical endurance 
Resourceful 
Sensitivei^Oxxig^tful 
Sense of hunor 
Sense of ethics 
Tolerance 

Attitudes Related to JobAfork/Qrc^ zatictx 

Individual should denKnstrate: 

Willingness to take/accept responsibility 
Willlngfiess to take Initiative 

Willlngess to reqpond to authority, apply and follow policy 
Realiasation that there is no sln^e "ri^t" way to achieve the goals of 

the section/organization 
Desire to lean\/tiy 
Willlngfiess to fail 
Willlngfiess to ask questions 
Desire to work to best of ability 
Recfpcnsiveness to time constraints 
Accuracy 

Willingfiess to get hands dirty 
Attention to detail 
Willlngfiess to do clerical tasks 
Desire to follow-through 
Service orientation 
Organizational identity 

Willlngfiess to promote parent organization and its services 

View of parent organization as part of a larger information envirorment 

Abili^ to see broad picture 

Ability to sacrifice £iK>rt-term gains for long-term goals 

Political sense 

curiosity 

Vhrie^ of Interests 
Desire to grow personally 
Desire to grow professionally 

Desire to remain current in specific and general sibject field 
Positive attitude toward job 
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HCCIVITUS 



ODSTOHER SUPFOPT 



enhv level 



1. 

2. 
3. 

4. 

5. 
6. 

7. 
8. 
9. 



Assist senior staff with procedures, docunentaticn and coninunicatlon to 
si;|fx>rt the implementation of regular and qpecial training classes, re- 
fresher workshops and aystem danonstrations 

Tredn system users in the basics of ooofHiter retrieval, equipment 
(^ration, network protocol, systan protocol, search language and 
strategies, query formulation, data oitry and maintenance, report 
generation, system maintenance, etc. 

triBuet customer service phones and provide users with technical aArice 
and assistance; if an inmediate re^cmse cannot be given, consult 
experts anc|/or investigate the problem and provide a pronpt reply to 
the system user 

Respond pronptly to system users' questions/comnents entered in an 
online conmente/dectronic file or received as correspondence 

Biter news for system users in online news files, if applicable 

Assist mid level staff in devdoping and testing practice files and 
conputer-aided instruction packages for use as training aids 

Assist mid level staff in developing online "Hdp" data 

Suggest ways in vdiich the systan may be made more user-friendly 

Assist in setting vp and conducting regular aystem users' meetings in 
order to obtain feedback from clients, provide then with the latest 
information about the systenv^system modules and to answer their 
questions 

Assist mid levd. staff in preparing and shipping all materials in order 
to detain feedback from clients, {arovide then with the latest informa- 
tion about the eystcs/eystem modules and to answer their questions 

Participate in crosa-educatlon of staff by filling out and distributing 
staff alert forms describing new information discovered about the 
system, cqpecific types of equipment, td.eocmmunlcation systems, system 
interfaces, etc. 

Prepare articles for inclusion in the regularly-distributed newsletter 
for eystem users 

Assist mid level staff in investigating users' conplalnts about the 
system; draft replies for review and signing by senior staff 
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ACXIVIYJJS 



GDSIDMER SUPPORT BUTSS LEVEL 

14. FBrtlclpate as a teeni menber In staffing eidiiblts and demonstrating the 
system at prof essicnal meetings and oonferenoes 

15. Keep abreast of developnents in the infonnatlon field and inline 
retrieval, autonated library systems, telecomnunication networks, 
libreuy/infonnaticn networks and micrcooDniiuters 



OUSIDHER SUPPORT MID LEVEL 



16. Elnction as editor and chief writer of all manuals for system users and 
other technical docunentation describing the organization's automted 
library eystems and customer eaggort services (system pocket guides, 
newsletter for system users, etc.) 

17. Mork with aipropriate organization staf ^contractors to arrange for 
printing of all system docunentation and related customer Bupgott 
materials 

18. Develop and conduct training classes and system iqpdate workshops for 
system users 

19. Nork with R&D staff and section staff to develop and test practice 
files and computer-raided instruction packages for use as training aids 

20. Make all arrangements for setting up the regular eyst«m users' meetings 

21. Mork with senior staff to develop the progrm content for eadi users' 
meeting 

22. Coordinate the investigation of and zeeponae to users' oonqplaints about 
the eyston; edit draft replies prepared fcy entry levd staff for review 
and sigiing by senior staff 

23. Coordinate the preparation and shipping of materiale/equipnent to 
sqpport i^^em installation, training and implementation activities at 
each client's site 

24. Arrange for technical personnel to install and test the system and 
network interfaces at each client's site 

25. Coordinate all training of clients at their sites in the use, operatic 
and maintenance of the system 
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ODSTOHEK SUFFOBT MID LEVEL 



26. Ooordlnate all ftctlvltles r dated to sifiplying users with updated 
versions of the system and related Eystcm docvmentatlon 

27. Mork with R&D staff on the tednical details of defining eysten refine- 
ments, enhanoonents and new modules, aF required 

28. Function as official representstive of the organlzatlcr it each 
client's slt(> when senior staff of the crganlzatlo^ .re not 
coordinating v system Installation, training emd impil sntatJon 
activities 



OUSDONEK SaPSOPH SEtaOR LEVSi 



29. Function as manager of an^ tednlcal expert in all activities related 
to eysten Installation, training, inixLementa^on and custome- support 

30. Identity' ^he (^jectlves and develop the goieral plans and schedule of 
actlvlt ^ for ^stm installation and iaplBt entation at clients' sites 

31. Develop customer proc^cens and strategies tluit produce satiocled clients 

32. Develop the prograns for the regular users' meeting with the assistance 
of junior staff; make specific assigxtents for staff participation 

33. R^eeent the orgr.i\lzatlon as an official flpokeeperaon at usere' meet- 
ings, profession^ meetings, conferences and system demonstrations/ 
exhibits 

34. DB^elqp the objectives and general outline for training activities 

35. Monitor and evaluate all training activities and system demonstrations 
by direct obser^atiou and by review of participants' written 
evaluations 

36. Adt^lse 8ectl<Mi staff of ways in which they may improve training 
sessions, docuoknts, exercises and special online training packages 

37. Elicit feedback from new clients after the system is operational 

38. Contact appropriate In-house staff, equipment suppliers, 
telooonunlcatlon systems representatives, etc. to resolvi* ai^ major 
proolems encountered with lystem installation, iJiploneniration and 
operation during the warranty per<x>d 
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ODSTOMEK SUPPORT ENIRST LEVEL 



knowledge related to literacy, numeracy, OGnnunications/ etc. 
ff'Mfirt; Knntf''ftflQf 

knowledge of the priinaiy subject field of clients served, (i.e., 
librarianship) 

knowledge in greater depth in specific subjects (e.g., education, 

technical writing, etc.) 
knowledge of f orei9i languages 

Information fir<*nn^ BhflliflffllBf (Generic) 

knoir^ledge of definition, structure, and formats of information 
knowledge of alternative approaches to the organization of inf carnation 
knowledge of alternative i^pcoadKS to retrieval of information 
knowledge of alternative approaches to inf (unnation managanent 
knowledge of available and emerging information tednologies and their 
applications 

knowledge of completed and ongoing research in the field and its 

applicability to practice 
knowledge of career opportunities 
knowledge of how to learn on an ongoing basis 

Khowledoe about Information work ewiromenta 

knowledge of the eiqpanding information oooininity, its participants and 
their interrelationshipB {social, economic, technical, etc.) 

knowledge of the variety oi work settings and their orrwnizational 
structures 

knowledge of the functions performed within the various work settings 

and the services and pcoiducts offerr'^ 
knowledge of the users of the services and products, their dtaracteris- 

tics and information habits 
knowledge of the benefits ejqperienoed by clients idx> have used the 

services/jproducts produced by the organizations 

Khcwledoe of what «erk ia done 

knowledge of the customer support functions, the range of services and 

products offered (both actual and potential) 
knowledge of the activities that are required to offer the services and 

produce the products 
know\rdge of the various resources that are necessary to support the 

activities 
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HfMJTOR 



ftiowledoe of grtiat work In done fcont'd ^ 
knowledge of customer sifport tools 

knowledge of custaner si^port methods and tednlques, including train- 
ing methods and tecfanlques 
knowledge of public relations methods and tedniqueB 
knowledge of technical writing methods and techniques 
knowldslge of project managanent tools 
knowledge of project managanent methods and tedmlques 
knowledge of job r'^.^jonsibilities 

knowledge of perfoimance expected and how it can be measured 
Khwledae of hew to do work 

knowledge of how to perform the various activities 

knowledge of how to use the customer sqpport tools 

knowledge of how to i^y the custaner si|)port methods and tectniques 

knowledge of how to use project managenoit tools 

knowledge of how to apply project managanent methods and tectanigues 

Khowledoe of the orcnniaation and specific work unit 

knowledge of the mission, goals and dsjectives of the organization 
knowledge of the structure of the organization and the role of the 

section within the organization 
knowledge of the various projects and key personnel within the 

organization 

knowledge of the policies and procedures relevant to section operations 
knowledge of the various resources available within the organization 

(e.g. personnel, equipment, etc.) 
knowledge of specific and generic services and products produced by the 

organization 
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KNDMJSG8 



CDSTONER SUPPORT MID LEVEL 



grer.ter deptte of kncwledge specified above 

knoiirledge of the operations of other eectlons in the orgemization and 

hoii^ the^ relate to ouetoner sifiport 
knoi^ledge of available vendor-supplied flysteros, eervioes and products 

to support custcnier sqpport 
kno^led^ of the contracting process, both in general and within the 

orgemization 

knoirledge of ei^aluaticn methods and tedmigues to evaluate systents, 
services and products 



^ SUPPORT SEMIQR LEVEL 



greater dqths of knowledge specified above 

knowledge of statistical descr^tion, analysis, interpretatiai and 
presentation 

knowledge of the costs associated with resources (matoi.lals, personnel, 
space, etc*) 

knoirledge of cost analysis and interpretation methods 
knowledge of methods of resource allocation 

state-of-thenart knowledge of research and practice in customer support 
tecfanlqpies, including projects management techniques and training 
techniques 
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CDSrOMKR SUPPORT ENIBY LEVQi 

literacy, numeracy, oogiltlve, analytical, ooranunications, etc. 
Skills ItelAted to Specific Activitlga 
AbUity to: 
perform ssiil activity 

use/interface with users of microooniuter, ocmputer, tdeoonnunicBticns 

and ottier new equipnent tednologies 
perceive the ^ecif Ic sifport needs of new clients 
establish rapport wiXh colleagues and clients 
ocramnicate \NtLl by written, vertxd and non-verbal means 
sell the organization and its products/ services 
dononstrate business sense 
listen carefully 
think and argue logically 
think quickly in reqxnse to questions 
project a winning attitude 
collect, analyze and interpret data 

make decisions and reoonHndations based on available information 

work indqpendantly and in groups 

develop criteria for evaluation of services/products 

make ef fectiver timdy, and well-lnforroed decisicns 

isolate and define problems and develop the necessary criteria and 

action for tiielr solution 
manage time effectivdy 
work inder pressure of strict deadlines 

stay organized iMle working on several projects at the same time 
endure tiie stress of travtiLing, Irregular work hours, lAien necessary, 

and working at various clients' sites 
extract those aspects of a project which are not environnent specific 

and t£STa£et them to related projects 
supervise staff 
train adults 
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ODSrONBR SUPSOBCS 



KED LEVEL 



flcUlB Rfelatad to Eich Specif! .^nivlty 

Skills listed above are developed to a greater extent 
Ability tot 

ccnnounicate with research and developnent staff, media incoducticn 
staff/oontractors and odier contractors on a technical level 

arbitrate and negotiate with contractors and with clients' 
representatives 

conduct meetings with individuals and groups 



CDSTOMER SUPPORT SSHOR LEVEL 



Skills listed above are develaged to a greater extent 
Ability to: 

develqp customer sifport programs and strategies that produce satisfied 
clients 

plan and schedule activities effectively 

anticipate clients' future needs for support and for new/additional 

products and services 
d.icit creative ideas from customer aapgoct staff 
anticipate long-range needs of the section and of the orgEoiizaticn 
desicp systems and procedures to Improve operations o£ the section, of 

the organization and of the custaner sqpport pcograms 
apply methods of measuroDent and evaluation 
budget and make projections 

optimize the use of organizational and section resources 
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KmroDES 



CDSKMER SUPPORT 



Dlgpofiifcional Attitudes 

Attitudes Toward Institutions 

Respect for profession 

Respect for the sectian 

Respect for the parent organizatioi 

Attitudes Toward Other People 

Toward Users 

Respect users 

Like people in general 

Like to help people 

Like to meet people 

Like to make others feel comfortable 

Sensitive to others' needs 

Toward Others in the Workplace 

Respect co-wrkers 

Like to work with others/as a team 

Like to work on own 

Willingness to draw iqpon and share knowledge and eiqperience with 

others 
Suqpportive of co-^rkers 
Ekijoy managing/supervising others 



Personal Oualitieg 

Alertness 

Assertiveness 

Oompassion/lCindiess 

Confidence 

Cheerfulness 

Dependability 

Dete£minatioi\/l?endcit^ 

Diplomacy 

Bnotional stability 
Fairness 

ELexibilityAersatility 
Lnagination 
Inquisitiveness 
Leaderdiip ability 
Neatness 
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MTi'IUJS 



CUSTOMER SUPPORT 



Peraonal Oualttlca ronntM^ 

Need for achievennait 

Objectivity 

Open-mindediess 

(^imiaiv^sitive attitude 

Organization 

Patience 

Physical endurance 
Resourceful 
Sensitive/Ihoughtful 
Sense of humor 
Sense of ethics 
Tolerance 



Attitudes Related to JobAtork/Organization 

Ihdividu2d ehould demonstrate: 

Willingiess to take/accept reqxxisibilil^ 
Hillingiess to take initiative 

Willingiess to respond to authority, s^ly and follow policy 
Realization that there is no single "ri^t" way to achieve the goals of 

the section/organization 
Desire to learn/try 
Willingiess to fail 
Willlngiess to ask questions 
Desire to work to best of abili'ry 
Re^nnsiveness to time constraints 
Acx:uracy 

Willin9iess to get hands dirty 
Attention to detail 
Willin^iess to do clerical tasks 
Desire to follow-through 
Service orientation 
Organizational identity 

Willingiess to {vonote parent organization and its services 

View of parent organization as part of a larger information enviroiment 

Ability to see broad picture 

Ability to sacrifice short-term gains for long-term goals 

Political sense 

curiosity 

Vhriety of interests 
Desire to grow personally 
Desire to grow professionally 

Desire to remain current in qiecific and general subject field 
Positive attitude toward job 
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OBGANIzmOH/MANflGQIElir SUPPORT WISS LEVEL 



1. Identify materials to be included in section, master organization and 
personal files 

2. Recoomend purchase of professional publications/audiovisuals for 
inclusion in the staff litscary 

3. Perfonn special studies, as assigned 

4. Oonduci business by ^ghone, lAienever appropriate 

5. Write memos, letters, reports, etc. eis required 

6. Maintain a record of work performed and prepare c monthly r^rt of 
activities 

7. Prepare manuals of procedures 

8. Make recoomendatiais to the section manager for improvement in 
operations of the section 

9. Attend and participate in staff meetings 

10. Provide an overview of the operations of the section to visitors, as 
requested 

11. Sic)ervise technicians and other parapr(^essional staff 

12. Mork to develop "esprit de corps" among staff si^rvised 

13. Assist section manager in writing job desertions for self and for 
staff si^ervised 

14. Assist section manager in developing performance standards for self 
and for staff siqpervised 

15. Assist section manager in the revie»^ and performance evaluation o£ 
staff siqpervised 

16. Assist in '-Jbe selection of new technicians and par^professicnals 

17. Keep abreast c£ developnents and new and developing tednologies in 
the information field and in related f id-ds, as required 

18. Attend prc^essicnal meetings and prepare reports for dlssonination to 
staff 

19. Develop professional contacts both within and outside the parent 
organization 
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ACTIVITIES 



OBGANIZATIOI01MUGEMQir SaPPOBT MID LEVEL 

20. Hake preliminary selection of forms an<Vor develop drcift record 
formats for files and operations, as appropriate 

21. Meed section files, as asslgied 

22. Identify and evaluate ccomerclally available systems/services to 
sifiport section/organization activities 

23. Assess performance of existing equifment/systans/servloes used in the 
section/organization and investigate capabilities of other equipment/ 
syst«9is/servloes 

24. ReoGninend acquisition of new/addltlonal equlpment/aysteDs/services 

25. Train staff In operation and In-house maintenance of equipment/ 
eysteros/servlces 

26. Supervise in-4)ouse operation and maintenance of equipment/systems/ 
services 

27. Gather information for maintenance contracts on equipient/systens 

28. Draft statements of work for contract {aroposals for services, systems, 
equipment ea\6/oi maintenance 

29. Bt^aluate contractors' proposals 

30. Act as contract monitor/technical representative, as assl9ied 

31. Train and siqpervlse entry level staff 

32. Assist in the selection of new professional staff 

33. Write articles for professional journals/newsletters yitmi a^oprlate 



OBCfmzmoti/mifismrr support stmon Lfim. 

34. Review and dLsgoae of materlalfi/lnformatlon selected for weeding/ 
deletion from section files 

35. Draft section procedures and policies; draft revisions as required 

36. Flowchart and docunent section procedures 
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ACTIVITIES 



CBSANizmotv^uNKQeir SUPPORT saaoR level 

37. Assist sectioi manager in on-going fiystems analysis of the section 

38. Analyze statistics of section operations and prepare draft statistical 
reports 

39. Train and supervise mid level staff 

40. Assist section manager in -preparing the annual budget for section 
operations 

41. Function as section manager in his/her absence 

42. present the section/organization at meetings, etc., as aissigied 
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RNOUDGE 



ORSANIZATIOH/MANABEIlEinr SUPPORT EMTHY LEVEL 



knowledge related to literacy, nimerac^, CGnntunications, etc. 
Subj«A knowledge 

knowledge of the primary 8ii)ject field of clients served (i.e., librar* 

ianship) 
knowledge of foreigi languages 

Information Science Khcwledqe (Generic) 

knowledge of definition, structure, and formats of information 
knowledge of alternative approaches to the organization of information 
knowledge of alternative approaches to retrieval of information 
knowledge of alternative iqpproaches to information management 
knowledge of available and emerging information tednologies and their 
applicaticns 

knowledge of canpleted and ongoing research in the field and its appli* 

cability to practice 
knowledge of career opportwities 
knowledge of how to learn on an ongoing basis 

Khowledoe about information work envtrttmcntg 

knowledge of the esq^ding information ccxmiunity, its participants and 
their Interrelationsh^ (social, economic, technical, etc.) 

knowledge of the variety of work settings and their organizational 
structures 

knowledge of the functions performed within the various work settings 

and the services and ptodacts offered 
knowledge of the users of the services and products, their characterise 

tics and information habits 

Biwledqe of what wrk ig dong 

knowledge of the f motions required to st^port sectiorv^organizaticmal 

operations and management 
knowledge of the activities that are required to offer the services and 

produce the products 
knowledge of the various resources that are necessary to support the 

activities 

k:.owledge of todls for training, supervising, and evaluating staff 
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KNONUBJGE 



(»SMlIZmOI01MlMSEMB«r SUPPORT EMCFY LEVEL 



Khcwledipe of what work la dcane fcmt'd) 

knowledge of toblB for supporting section/organizational operations and 
nanageniGnt 

knowledge of methods and techniques for supporting secticn/organizaticxi 

operations and management 
knowledge of job responsibilities and working conditions (e.g., range 

of duties, probable compensation benefits, etc./ 
knowledge of performance es^ected and hoinr it can be measured 

Khcwledoe of hew to do work 

knowledge of how to perform the various activities 
knowledge of hoi^ to use the tools for training, supervising, and 
evaluating staff 

knowledge of hew to use the tools for supporting section/organizational 

operations and management 
knowledge of how to i^ply the methods and techniques for traininq, 

si^rvising, and evaluating staff 
knowledge of how to apply the methods and tedmiques for supporting 

section/organizational operations «id management 
knowledge of personnel procedures 

Khowledge of standards, measures, and methods for evaluating personnel 
Khcwledge of the organ tm<- ton and gpecific work unit 

knowledge of the mission, goals and dbjectives of the organizaticxi 
knowledge of the structure of the organization and the role of one's 

section within the organization 
knowledge of the various projects and key personnel within the organi- 
zation 

knowledge of the pblicies and procedures relevant to operations of 
one's section 

knowledge of the various resources available within the organizaticxi 

(e.g. personnel, equipment, etc.) 
knowledge of in-house information needs and requirements 
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ORSANIZm(»01AI«GEMEX3T SUE-TORT 



KICNL2ZGE 



greater dep^s of knowledge specified abavb 

kncwledge of the operations of other sections In the organization and 

how they relate tr one's own section 
knwledge oi: avall^Lle vendor-«tf)plled systems, services and products 

to supiort sect im/organizat tonal operations and si^^rvlsion/ 

tsan^gentent 

kncwledge of the contracting process, both in . teral and within u « 
organization 

Icncwledge of evaluation methods and techniques to evaluate aysttns, 

sexvloes and products 
knowledge of quality and production control techniques and procedures 



ORGANIZAnOI0«tt»SB1ENr SOPPCffir SENIOR LEVEL 



grc' -ler dqiths of imowleoge specified above 

knowledge of statistical descriptlm, analysis, interpretation and 
presencation 

.'jiowledge of the costs eissociated with resources (materials, personnel, 
space, etc*) 

knowledge of cost analysis and interpretation methods 
knowledge of methods of resource allocation 

knowledge of alternative management structures and their inplications 

for the operation of ^e section 
state-of-the-iart knowledge of research and practice in techniques for 

training, s'ipervlsing, and evaluating staff 
8tate-of-the^rt knowledge of research arA practice in techniques for 

si:^rting section/organizational operations and managanent 
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SKILLS 



OBEPmzMios/miPCwaii sut>ioRr wm level 



literacy, numeracy, cogiiltlve, analytical, ocnHunicatlons, etc. 
SkUlB Related to Specific Activities 
Ability tot 
perfoxn £afib actlvl^ 

perceive the inf onnatlcn needs of sectlcr staff and management 

canmnlcBte wd.1 by written, verbal and nonrverbal means 

listen carefully 

think and argue logically 

think quickly in response to qiestlons 

project a positive attitude about the activities of the section/ 
organization 

make decisions and reocnneniatlcns based on available information 

work independently and In groq^ 

develop criteria for eval'jation 

make effective, tijnely, and wtil-lnfoimed decisions 

isolate and define problems and develop the necessary criteria and 

action for their solution 
manage ^ime effectively 
conduct an Interview 
train staff 
si^rvise staff 

establish rapport with colleagues and with staff sqpervised 
develop "esplrt du corps" among staff sr^rvised 
conduct meetings with individuals and ^ith groups 
resolve conflicts among staff 



ORSANIZXriOI0INn(SI1QlT SUPFCRT HID LEVEL 



fikniR Related to Bach Specific Activity 

Skills lifted above are developed to a greater extent 
Ability tot 

perceive the needs of the organisation and not just of the section 
wderstand the operation and maintenance requirenents of equipment/ 

systOM/seivloeB used in the lectioix/orgBnisation 
writ^ and evaliate contract-related docunentation 
oonmnlcate with data processing staff and v<, ious contractors on a 

tednlcal ImrtiL 
arbitrate and negotl&te with contractors 
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ORGANIZATIOI01M»GQ1I14T SUPFGRT SBIIQR LEVQ. 



Skills listed above are (kveloped to a greater extent 
Ability to: 

anticipate long-range needs of the section and of the organization 
de.eigi systems and procedures to improve operations ci the section and 

of the organization 
apply methods of measurement and eraluation 
budget and make projections 

optimize the use of organizational and section resources 
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MXIXDEBS 



QRGAiazmCXV^MfiNASEMENr SUPPORT 



DlfiDOsltlonal Afctitudes 

Attitudes Toward Ingtitutionfi 

Respect for profession 

Be^ect for the section 

Respect for the parent organlzatlcxi 

Attitudes Itaward Ofcher People 

Reqpect users 

Like people in general 

Like to help people 

Like to meet pec^le 

Like to make others feel comfortable 

Sensitive to others* needs 

Toward Others in the Workplace 

Respect co^^rkers 

Like to work with cthere/as a team 
Like to work on own 

Willingness to draw \jpon and &)are knowledge and esqperience with 

others 
Supportive of co^rkeri^ 
Ehjcy m&naging/siqpeivising others 



Personal Qualities 

Alertness 

Assertiveness 

Oon(>assioi>/Kindiess 

Confidence 

Cheerfulness 

Dependability 

Dete£minatioi>/Tenacity 

C&ploniacy 

Bnotional stability 
FSaimess 

Flaxibility/Viersatility 
Snagination 
Inquisitiveness 
Leader ability 
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HBTUIUS 



ORSANIZATIOt^UttMSEien! SUPPOBT 



Pttraonal Oualltleg fcnnt'd^ 
Neatness 

Need for achievonent 

Objectivity 

Ojpen-mindechess 

OE>tindGD|/tesltlve attitude 

Organization 

Batienoe 

Physical endurance 
Resourceful 
Sensitive/thou^tful 
Sense of hunor 
Sense of ethics 
Tolerance 



^titUdgg Related to JobAtorlc/Organigaticn 

Individual should deroonstratet 

Willingiess to take/acoqit responsibility 
Willingiess to take initiative 

Willingiess to respond to authority <^ly and follow policy 
Reidization that there is no single "ri^t" way to achieve the goals of 

the sectidv^crganization 
Desire to learn/try 
Willincpess to fail 
Willingiess to ask questions 
Desire to ifork to best of ability 
Responsiveness to time ocnstraints 
Accuracy 

Willingiess to get hands dirty 
Attention to detail 
willingiess to do clerical tasks 
Desire to folloiethroiigh 
Service orientation 
Organizational identity 

willingiess to promote parent organization and its services 

View of parent organization as part of a larger infonnation environnent 

Abili^ to see broad picture 

Abili^ to facrifioe ahort-tenn gains for long-tecn goals 

Political sense 

Curiosity 

Vhti9ty of interests 
Desire to grow personally 
Desire to grow professionally 

Desire to remain current in qpecif ic ana general subject field 
Positive attitude toward job 
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